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Introduction 
The Front Desk at Holiday Inn Sunderland plays a vital role within the hotel’s administrative operations, serving as the main point of contact for guests and ensuring daily activities run smoothly. The team is responsible for greeting visitors, handling check-ins and check-outs, managing reservations, and responding to guest inquiries and concerns, significantly influencing the overall guest experience. Services provided at the Front Desk include 24-hour reception, concierge support, luggage assistance, wake-up calls, and coordination with departments such as housekeeping and maintenance. Staff also assist with room assignments, local area information, and payment processing. During the placement, three primary objectives were established: (1) to develop strong communication and customer service skills through direct guest engagement; (2) to gain proficiency with the hotel’s booking and management systems; and (3) to learn how to effectively handle guest concerns and special requests while maintaining the hotel's service standards.
Role Reflection
[bookmark: _Hlk200921359]During my placement at Holiday Inn Sunderland, I worked at the Front Desk within the administration department. My responsibilities included welcoming guests, managing the check-in and check-out procedures, handling enquiries, managing phone and email communications, processing reservations, and liaising with housekeeping and maintenance teams to ensure rooms were ready for guests. I regularly used the hotel’s Property Management System (PMS) to maintain guest records, allocate rooms, and handle transactions. Leadership within the team was evident through delegated responsibilities by supervisors, effective communication between shifts, and consistent adherence to service standards by all staff. (Testa & Sipe, 2012)
[bookmark: _Hlk200921475]Using Kolb’s Learning Cycle (1984), which involves Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation, I considered how supervision contributed to the department’s performance. Supervisors played a crucial role in maintaining order, promoting teamwork, and upholding service quality. Their leadership ensured tasks were carried out efficiently and guest needs were met effectively. Tools such as PMS and CRM systems were essential for real-time data accuracy and financial management. (Sigala et al., 2021) says these systems make admin work more efficient and help staff respond faster. Although challenges like system errors and high guest numbers caused pressure, they were generally resolved through team collaboration, prioritisation, and appropriate escalation (Terddpaopong, 2019). Nevertheless, I realised that further hands-on training with these systems would have increased efficiency. As (Ghani et al., 2022) suggest is common, especially among newer employees who may lack experience with technology.
Two situations highlighted the use of administrative skills. On one occasion, a PMS outage during a busy period forced us to use manual check-in procedures. Clear communication and teamwork were key to maintaining smooth operations. which reflects (Dawson et al., 2023) point about the value of communication in problem-solving. In another instance, a guest was accidentally overcharged. I resolved the issue by carefully reviewing system data and explaining the situation clearly and professionally, which led to a satisfactory outcome for the guest.
Reflecting on my experience, I recognised strong communication and adaptability as personal strengths, especially when facing unexpected challenges. However, I also identified a need to enhance my technical proficiency with hotel systems and to develop more confidence in making prompt decisions under pressure. (Yeardley, 2023) highlight how important both of these skills are in hospitality jobs.
To support my professional development, I created an action plan that includes: (1) completing advanced training in hotel management software to improve technical skills; (2) learning from experienced supervisors to build leadership and decision-making abilities; and (3) attending customer service workshops to strengthen communication and problem-solving. These steps aim to enhance my performance in future administrative roles in the hospitality sector.
Discussion of Key Hotel Administration Issues – Workplace Culture
[bookmark: _Hlk200922710]During my placement at Holiday Inn Sunderland, I observed a significant administrative challenge related to workplace culture at the Front Desk. While some team members displayed professionalism, collaboration, and a strong work ethic, others lacked motivation, communicated ineffectively, and showed reluctance to assist colleagues during peak periods. This inconsistency led to interpersonal tension, disrupted workflow, and occasionally compromised guest service. Academic sources emphasise the value of a positive workplace culture in hospitality settings. (Testa & Sipe, 2012) stresses that a culture rooted in respect, open communication, and collaboration can enhance employee morale, service quality, and overall organisational performance. Similarly, (Sigala et al., 2021) suggest that when employees feel appreciated and supported, their commitment to company goals and engagement increases. However, my experience revealed a disconnect between these  academic ideals and actual workplace practices. Although Holiday Inn promotes values such as inclusivity and teamwork, these were not always evident among staff. For instance, I saw experienced employees neglect to support newer colleagues during busy shifts, causing delays and heightened stress levels aligning with (Bansal et al., 2025) conclusion that weak team dynamics can negatively affect workplace culture and contribute to employee burnout in high-pressure environments.
Hofstede’s (2010) cultural dimensions theory provides additional context, particularly the concept of high-power distance, which can hinder communication with management. I noticed that some staff members hesitated to share concerns or feedback with supervisors, possibly due to perceived hierarchical barriers. This aligns with Hofstede’s view that unequal power dynamics can suppress open dialogue, thereby limiting teamwork and collaborative problem-solving. To address these issues, management could prioritise team-building initiatives, reinforce core values through ongoing training, and promote inclusive leadership practices. Cultivating an environment where all employees feel respected and involved could foster greater unity and efficiency. Ultimately, workplace culture remains a critical aspect of hotel administration, influencing both employee engagement and guest satisfaction (Dawson et al., 2023). While the literature offers clear strategies for building a positive culture, my experience at Holiday Inn Sunderland highlights the importance of applying these strategies consistently to create a more cohesive and productive team.
Future Trends in Hotel Administration
Hotel front and back-office operations are rapidly changing due to technology and evolving guest expectations. AI, such as chatbots and automated concierge services, is increasingly used to handle routine tasks and improve efficiency. (Ivanov & Webster, 2019) suggest AI reduces costs and boosts service quality. During my placement, I saw AI systems reduce front desk workload by managing basic guest queries, allowing staff to focus more on personalized service. Guests today expect quicker, more personalized experiences. Buhalis and Leung (2018) explain that digital check-ins, mobile apps, and customized services are now standard expectations. At my placement, many guests preferred using digital tools over face-to-face interactions, highlighting the need for hotels to adapt to these preferences while still offering human support when needed. Technological tools are also reshaping back-office tasks. (Sigala et al., 2021) points out that cloud-based systems and automated software improve data accuracy and help managers make faster decisions. I experienced this firsthand when a new PMS was introduced at my placement, which improved reporting and communication, though it required staff training. Although most literature focuses on the benefits of new technologies, it often downplays the challenges, such as staff resistance and the need for training. From my experience, ongoing support and training are essential for successful implementation and staff confidence.
Conclusion 
My time at the Holiday Inn Sunderland offered valuable practical experience in hotel administration, especially at the Front Desk, where I was directly involved in managing guest services and daily operations. Looking back at the three learning objectives I set, I believe I made strong progress in most areas. Firstly, I improved my communication and customer service abilities by engaging with guests, answering questions, and resolving problems, even during high-pressure moments. Secondly, I gained practical experience using the Property Management System (PMS) and other hotel tools, although I realised I need further training to boost my technical confidence. Thirdly, I developed skills in handling guest complaints and special requests professionally, although I identified that I could improve my speed and confidence when making quick decisions. From this experience, I learned the importance of clear communication, teamwork, and strong leadership in ensuring efficient operations. I also recognised challenges in workplace culture, where collaboration was sometimes inconsistent despite the company’s stated values. Additionally, I gained insight into how technology is transforming hotel administration and saw firsthand how important staff training is when new systems are introduced. In conclusion, I believe I achieved my main goals and identified specific areas for future growth that will support my development in hospitality management.
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